UNITED STATES DEPARTMENT OF EDUCATION
OFFICE OF THE UNDER SECRETARY

May 4, 2018

Honorable Elizabeth Warren
United States Senate
Washington, DC 20510

Dear Senator Warren:

Thank you for your December 13, 2017, letter to Secretary Betsy DeVos and Chief Operating
Officer Dr. A. Wayne Johnson, regarding the U.S. Department of Education’s (Department)
plans for oversight and enforcement of federal student aid programs. Your letter was forwarded
to my office, and I am pleased to respond and am sending identical responses to the cosigners of
your letter.

The Department is committed to protecting borrowers and taxpayers, and its Office of Federal
Student Aid (FSA) has established a comprehensive approach to the oversight of the federal
student aid programs. FSA’s oversight strategy ensures organizations affiliated with these.
programs understand their responsibilities and comply with federal student aid statutes,
regulations, and other related consumer protection laws. Qur oversight, compliance, and risk
management efforts are continually evolving to ensure continuous improvements when needed,
constant communications, and proactive responses. The following addresses the questions asked
in your letter.

1. Please describe in further detail the Department’s plans for “proactive risk
management.”

FSA’s Enterprise Risk Management (ERM) Unit is responsible for providing best in class
business strategy service for all internal review, audit resolution, risk assessment, and risk
management; portfolio risk management; and performance monitoring in high-risk issue areas.
The ERM Unit works to develop proactive risk assessments and provide a more strategic view of
future risks, and to better equip senior management to anticipate, analyze, and manage risks
inherent in the federal student aid program, including analysis of findings from Office of
Inspector General (OIG) and Government Accountability Office (GAQ) audits. Evolving into a
modernized ERM approach in 2017, FSA’s ERM program includes a re-engineered and
documented ERM system and a new tiered governance structure which includes executive level,
cross business-unit level, and enterprise cyber risk components. Risk management efforts are
always ongoing and will be updated based on new strategies and actions as new risks are
identified.

2. Please describe the specific changes the Department envisions to its current policies and
practices that will shift to “executive outreach” in compliance and enforcement.
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The Executive Outreach function is responsible for the development and execution of outreach
and engagement efforts with federal and state agencies, professional organizations, higher
education executives, and FSA stakeholders. It does not shift current policies and practices from
compliance and enforcement but rather augments efforts within these compliance and
enforcement units to proactively engage with partners and stakeholders to increase engagement,
information-sharing, and collaboration with regard to student aid matters. Engagement efforts
and communications will clarify FSA’s compliance processes and enforcement actions and
facilitate increased interaction among the Department and key student aid groups and entities.

3. When does the Department estimate that all of the elements of its new risk management
strategy, including identifying said risk factors, will be completed?

In 2017, as part of a broader effort to increase the Department’s level of awareness and
preparedness for risk, FSA identified, recruited, and placed key senior leaders and subject matter
experts within the Enterprise Risk Management (ERM) Unit. FSA’s ERM program includes a re-
engineered and documenied ERM system and a new tiered governance structure, which includes
executive level, cross business-unit level, and enterprise cyber risk components. Risk
management efforts are always ongoing and will be updated based on new strategies and actions
as new risks are identified.

4. Is the Investigations Group required to obtain approval from any senior political
appointee or group of appointees before pursuing basic tasks, such as coordinating with
federal agencies, interviewing school officials, or requesting documents from institutions of
higher education?

See response to Question 6 below.

5. What enforcement actions have been initiated from investigations conducted by the
Student Aid Enforcement Unit since January 20, 2017?

See response to Question 6 below.

6. Is the Investigations Group still receiving cases referred from Program Compliance or
Administrative Actions and Appeals Service Group?

FSA has been working to transition the various components responsible for investigating and
potentially instituting adverse actions to address more complex alleged violations of the laws and
regulations governing federal student aid, including incidents of fraud. The Enforcement Unit
includes the Investigations Group, as well as the Administrative Actions and Appeals Group
(AAASG)." To ensure consistent enforcement as well as sufficient expertise in the Higher
Education Act’s Title IV requirements, the Enforcement Unit works with experienced Program
Compliance staff and attorneys in the Office of the General Counsel (OGC) in investigating
cases and processing any resulting adverse actions. The Investigations Group was originally
designed in early 2016 as a standalone office for investigations of alleged serious Title [V

! The Borrower Defense group is also a part of the Enforcement Unit; it processes and analyzes borrower defense
claims. The above discussion dees not include the work of the Borrower Defense group.
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violations and fraud. Since that {ime, however, the Department has determined that coordinating
the work of the Investigations Group with investigations that have historically been conducted by
Program Compliance, AAASG, and OGC would provide more expertise than relying solely on
the Investigations Group to separately generate and process investigations. The transition to a
more coordinated approach alse aims to avoid duplication of work that has all along been
performed by Program Compliance, OGC, AAASG (prior to becoming a part of the Enforcement
Unit), and OIG.

Cases are generated from a variety of sources, including student complaints, referrals from other
government agencies and law enforcement partners, and from program reviews conducted by
Program Compliance. The Enforcement Unit, Program Compliance staff, and OGC work
together to investigate potential actions thoroughly by coordinating with those other government
agencies, interviewing school officials, students and third parties as appropriate and requesting
documents from institutions or other entities, including by subpoena where necessary. FSA
senior management (along with other senior Department officials, including political appointees)
have a general oversight role in allocating resources to prioritize areas for investigation but do
not manage the basic functions of the investigations.

The enforcement unit has initiated more than 50 adverse actions since January 20, 2017. These
include actions to terminate, suspend, limit, revoke, and deny recertification of participation, as
well as levying fines. Some of these adverse actions result from routine matters of non-
compliance, while others follow months of in-depth investigation.

7. Has the Department’s new approach to risk management involved any temporary or
permanent halt to investigations that were open as of January 20, 2017?

No.

8. Please provide an organizational chart, titles, and detailed descriptions of the job
responsibilities for the senior executives leading FSA’s oversight work, including Michael
Dean, Charles Patterson, Julian Schmoke, and Chris Greene.

See Attachment A.

9. Please provide the number of full-time equivalent employee positions assigned to each of
the functions headed by the senior executives listed above, disaggregated by employee
hiring authority and listing any current or expected staff vacancies.

See Attachment B.

10. What is the number of filled and vacant spots disaggregated by the Enforcement unit’s
four staff groups: Investigations, Borrower Defense, Administrative Actions and Appeals,
and Clery, and who are the senior managers for each of those staff groups?

See Attachment C.




11. Please provide a list of all contractors employed by FSA for any oversight, compliance,
or risk management activity and the description and scope of work for each contract.

See Attachment D.

12. Who is FSA’s Senior Fraud Advisor, and what is FSA’s plan to implement the GAO
Fraud Framework, as indicated in the OIG’s FY 2018 Management Challenges report?

FSA’s Senior Fraud Advisor 1s Linda Hall, a veteran member of the Senior Executive Service
(SES) and career employee of the Department. FSA is working to implement the components of
GAO’s suggested framework for fraud risk management: organizational culture and structure
supportive of fraud risk management, fraud risk assessments and development of a fraud risk
profile, strategies for specific control activities to mitigate risk, and continuous evaluation of
outcomes and adaptation of activities for improvement. All aspects of fraud risk management
will be coordinated and aligned with FSA’s ERM Unit.

13. How does FSA plan to respond to all the issues raised by the annual OIG Management
Challenges report and GAO reports on oversight, and will this include incorporating such
feedback into annual risk assessments?

OIG and GAO findings contribute to FSA’s risk assessment evaluations, including risk
mitigation activities and strategies. FSA continually reviews and updates its enterprise risk
assessments and identifies and evaluates additional mitigation activities and strategies.

FSA is actively resolving the issues raised by the 1G and GAO regarding oversight and works
closely with these entities to develop and implement appropriate action plans to address
identified concerns.

14. How does the Department plan to utilize complaints and allegations from students filed
with the FSA Feedback System, Consumer Financial Protection Bureau, Federal Trade
Commission, accrediting agencies, and state authorizers in enforcement activities?

FSA’s proactive work will continue to be informed by customer input—including complaints
and allegations of suspicious activity through the FSA feedback system, available

at StudentAid.gov/feedback—and supported by coordination with other stakeholders, including
accrediting bodies, the Federal Trade Commission, the Consumer Financial Protection Bureau,
and the U.S. Department of Justice.




Thank you for your letter. If you have any further questions, please feel free to contact the Office
of Legislation and Congressional Affairs at 202-401-0020,

Sincerely,
James F. Manning
Delegated the Authority to Perform

the Functions and Duties of the Under Secretary

Enclosures




Attachment A

Please provide an organizational chart, titles, and detailed descriptions of the job
responsibilities for the senior executives leading FSA’s oversight work, including Michael
Dean, Charles Patterson, Julian Schmoke, and Chris Greene.

Position descriptions for the individuals listed below are enclosed. These individuals work
directly for the Chief Operating Officer and the Deputy Chief Operating Officer. Attachment B
includes details about their teams.

Michael Dean, Chief Risk Officer

Charles Patterson, Senior Advisor, Executive Qutreach

Julian Schmoke, Jr., Chief Enforcement Officer

Chris Greene, Chief Customer Experience Officer and Chief Communications Officer (Acting)

Risk Management Unit (Michael Dean):

Federal Student Aid’s Enterprise Risk Management (ERM) Unit is responsible for providing best
in business service for all internal review, audit resolution, risk assessment, and risk management
strategy; portfolio risk management; and performance monitoring in high-risk issue areas. The
ERM is divided into two main areas: the Internal Review Division and the Risk Analysis and
Reporting Division. The Internal Review Division is responsible for helping to ensure that an
effective internal control framework is in place across the enterprise; however, it does not have
any responsibilities related to the implementation of enterprise risk management. The Risk
Analysis and Reporting Division is responsible for developing an enterprise risk management
strategy and implementing an enterprise risk management program at Federal Student Aid
(FFSA). Additionally, the ERM works to develop risk assessments and provide a more strategic .
view of future risks and was designed to better equip senior management to anticipate, analyze,
and manage risks inherent in the federal student financial assistance programs.

Executive Quitreach Function (Charles Patterson):

The Executive Outreach function was established and is responsible for the development and
execution of outreach and engagement efforts with federal and state agencies, professional
organizations, higher education executives and FSA stakeholders. Engagement efforts and
communications will clarify FSA’s compliance processes and enforcement actions.

Enforcement Unit (Julian Schmoke, Jr.):
FSA’s Enforcement Unit is responsible for taking enforcement action against parties
participating in Title IV, Higher Education Act of 1965, as amended (HEA) programs. The work
is designed to protect students, borrowers, and taxpayers and to enforce compliance with laws
and regulations governing student financial assistance programs administered by FSA.
Enforcement carries out its responsibilities through four subcomponents:

» Administrative Actions and Appeals Service Group

» Clery Group

+ [nvestigations Group

« Borrower Defense Group




Customer Experience Unit (Chris Greene):

FSA’s Customer Experience (CE) Unit is responsible for identifying, measuring, and reporting
customer expectations and satisfaction with the federal financial aid services and products
offered by FSA. The CE office is accountable for understanding the customers’ perception of
service over their entire customer lifecycle and identifying ways to improve customer I
satisfaction. The CE office serves as the “voice of the customer” and works as an advocate for -
issues facing customers. '




Chef Risk Oificer
FEDERAL SYUDENTMO
Risk Management Gflice
AD-301.00
s
. INTRODUCTION

Federal Student Afd {FSA}, a$ a principa] affice of the United Stales Deparlment of Eduction, casures
that alf efigible Americans have accass to federal financial assistance for education o lralning beyund
high school. It awards billlons of faderal financial ald to enillions of students and has = total loan
portfolio of over 51 trillion. Ald Is pravided in the form of {ow-intersest Toans, grants, and work-study

" funds to cover sxpanses, such a5 tuition and faes, room and hoard, books ang supplles, and
transportation. FSA executes Ity raspunsibilities through the coliegtive efforts of more than 3200

employees located ih Washington, 0C and 15 20 regiona! offices thraughout (e United States with the
-suppirt of over 10,000 contractars.

Thils positien serves as FSA'$: Chief Risk Officer, and directs FSA's Risk Management Office. This position
reparts to the Chief Cperetlng Officer, and secves as a kéy exacutive within ESA. Thisis an excepted
service AD senior manager position established under authority of P4, 105-244,

fl,  MAJOR DUTIES AND RESPONSIBRITIES
The incumbent feads the Risk Management office, a major business unlt wilhin FSA, and is responsible
for the oversight of a wide range of activities related to the 2ssessment and management of enterprise
risk. Risk Management s responsible for providing best in business spridce for all internal review, udit
resolution, risk assessment, rsk mansgement siategy, and partislio ¢isk managament activities and lor
monitoring FSA's performance in high risk area, The incumbueat provitdes expert advice to the Chief
Operating Clficer and other key officials and business unlt heads within FSA concerning the

management of risk and isresponsible for establishlng 3n enterprite sk mondgerment sirucivre and
framework throughout FSA to identify ang mitigate risks.

Specifically, this position:

L]

Overices the operatians of the organization to ensure the-appropriate operation and
administration of the Interaal Review Group and the Risk Analysts and Reportiag Group
Oversecs the coordination of sn-annual high fevel risk assessment at FSA and helps o
facilitate 3n Integrated and-enterprise wide view of fisk, risk to0lerdnces, and cisk
mitlgation efforts

Establishas.an entevprise risk mapogement structure and framework throughout FSA to
identily and mitigate risks

i
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‘Provides advice and counse! 16 key FSA leaders on risk activities, ensuring thal they
fcoeporate sk management Inta operationat business practices and poilcles and thag
they are well versed in risk management to support operations and long and short term
declsion making

Ensures close coordination with the Goverament Actouniability Gffice {GAC) and the
Deparlment's Gffice of the Inspecigr Genaral and othar external entitles on audits and
teviTws

Ensures improved methodologles for identifying, quantiiying sad reparting on risks
affecting the organization and ensures that the orgonization’s gverall risk profife Is
daveloped

lﬁentlfies.emergmg and potential risks across the student aig tandscapa

Collaborates with senlor leadership to ensure o préactive approach in nvitigating risk to
the student gid portiolio and FSA

Agvises and makes recamemendations on corrective actlons to. minfmize FSA's exposure
to tisk

Reprosents FSA with-the Depsrtment and other agencies on risk management activities
Attends discussions, planning groups, stall and speclal meetings regarding FSA
opedmstions.and grovides ins/ght and information on risk- madagement activities

Keeps the ChieF Operating Officer advised on controversiallssues ond matters which
may alfect F5a and the Depsament and which may actually or potentially aflect FSA
programs gr the public’s perception of FSA

Overseas budget and resoudce planning snd acquisition for the Office’s activities

il MANAGERIAL AND TECHNICAL SKILLS EXERCISED IN THE CONDUCT OF THE WORK:

L]

Expert krigvAdedge of enterprise risk management principles.and practices

Ability 1o oversee the strategic management of human, financial, contractor, and
information resources

Oral and wiltter communication skills to effectively convey and present In & coavincing
manner, compiex Information of 3 technical and/or policy nature 10 colleagues, peers,
senior managemant officals, or representatives of other organizations
Skill In strategic planning and goal setting

Knowledge of and skill In risk and port(alio performante management to Implement
slgnlffcant changes required by aev or changing Ialifatives, programs-ond pricrities
Ablifty to educate constituents in proactive risk awareness programs

Ahility to make risk manugement declslons requiring consideration of the impact of
palitical, soclat and econamic conditions on FSA programs

Knowledge of student financlal aid programs

i
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W. -SUPERVISION EXERCISED

Provides supervision, mﬁnageMenx, dirécilon aid guldanceto the stalf, Inciuding establlshlng work ’
priorities, assigning work, reviewing and actepting work preducts, making sefectlons for positlons, rating ‘: .
perfarmangce, granting awards, taking disciplinary actlons, ete.  Takes action (o mantor and develop 5
staff and 10 engage them in the work to'ensure high quality pedormance. Decisions are made and

-actlons are taken Inaccordance with goveming laws, rules, regulations and policies, and in consideration

of Equal Employment Oppertunity practices, diversity and inclusion principles, ard the collactive
bargalning agreement,

V.  SUPERVISION RECEIVED

This pesition reports b the Chief Operating Officer who provides broad guidanca regarding objectives
and priorities. This position exercises a High degree of independent judgment and has broad svthority
for decision-making. The workis ceviewed only for achievement of godls and objectives.  Tha work is
exgpected (o be technlcally accurate and comply with fews, rules, regulations and policles.

‘



Addendum to Chlef Risk Officer

“The Risk Management Office has added a positon of Senlor Cybersecurity Risk Advisor, with duties and
responsibliities related to developing stratégic plans and processes For identifying and mitigating

eybersecurity risks. The pasition requires a eritical sensitive clearance with access to classified
Information.

The dufies of the Chief Risk Officer will inciede managing and supervising the cybersecurity risk work,
intluding atiendance at meetings or reviewing documents where access to classified materfat is
requlred, and thus the Chief Risk Ofitcer position also requlres & Erlical sensitive clearance.




Senior Advisor for Exceutive-level Outreach
Office of the Chief Operating Officer
Federal Student Aid
AD-301-00
N70005N
INTRODUCTION

The Senior Advisor for Exeeutive-level Outreach is located i the hnmediate Oftice of the Chief’
Operating Officer (COQ), Federal Student Aid (FSA). The Office of the COOQ leads oversight of

~ the gation’s largest source of student aid, providing billions in Title 1V aid to millions of
postsecondary students and their familics. FSA dircctly managers or oversees a loan portfolio in
cxcess af $1.2 writlion. The COO’s office exceutes its responsibilities through the collective
cfforts of over | 400 employees located it Washington, DCand in 10 regtonal offices throughout
the United States, plus oversight of over 10,000 contractors.

The Senior Advisor for Executive-level Quireach, is responsible for providing advice to the COO
on autreach efforts to schiools. siudents, partners in the loan programs, other federal agencies.
state and local organizations, and customers on the programmatic work of FSA, including the
delivery of atd 1o students, and compliance activities designed 1o chsure that the programs are
properly administered by the academic instititions, financial organizations, and contractors
carrying out the work,

This position is established as an excepted service AD Senior Manager under the authority of the
1998 Amendments to the Higher Education Act of 1965, The position is 2 recognized key
expert, adviser, and leader in FSA with responsibility and accountability for the success of FSA's
outreach activities.

MAJOR DUTIES

Conducts studies of emerging issucs affecting FSA in terms of the delivery of student aid and
particularly the public perception of FSA's activities and its role in higher education. Evaluates
the positions of the vanous stakeholders and prepares recommendations for outreach actions.
implemenits approved courses of action, which includes leading efforts FSA-wide. The success
of outicach to students and other constituents dircctly affects tlic number of students who will
benefit from FSA programs and gain access o higher education.

Serves ds a source of expert advice on outreach activities related 1o controversial issues with
FSA-wide impact. after studying the issues and weighing the options and their effects.

Represents and speaks for FSA in contacts with key external high level officials in other federal
agencies and in the private sector to address and understand their concerns and posilions on
iSsues.

Designs activities to maximize outreach and improve the public’s understanding of the loan
progriuns and the complex functions FSA performs to ensure equal access to education. which
includes compliance as well as customer expericnce related funclions.
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Senior Advisor for Executive-level Qutreach
Office of the Chief Operating Officer
Federal Student Aid
AD-301-00
, N70005N
Coordinates actions with the COQO, sentor nmanagement and stakeholders.

Management responsibilities are of 2 matrix nature and include adviging on the cstabhishmernit of
program objectives and long range plans: idenfifying réquired resources to support the optimum
outcome, and providing-expert inferpretations of relevant laws, regulations, policies and
approachus. Coordinates the accomplishment of major projects and makes effective
recommendations that shape and improve outreach and public understanding and pereeptions.

Reviews assigned program issues involving high levels of complexity and controversy, with
external interest, and recommends solutions. This javolves seeking and understanding conflicting

views and working for a satisfactory resolution. Identifics operating problems and directs

necessary corrective dctions.  Recommends new or revised organizational structures which aid

in accomplishing the outreach work of FSA cconomically and cfficiently,

The incuriibent exercises significant executive responsibifitics in completion and approval of key
and sensitive issues.

Establishcs and maintains working relationships with external stakcholders in the private wnd
public sector for the purposes of identitying best practices, benchmarking, and understanding
viewpoints and interests.

The incumbent may be asked to perform a variety of special projects as assigned.
MANAGERIAL AND TECHNICAL SKILLS

Must cxercise skills in making major management recommendations and decisions which have 4
direet and subsiantial effect on fhe outreach policics. resources, and/or management of FSA to
inctude:

Strategic planning to accomplish outrcach objcetives:

Using a hiigh fevel of knowledge of outreach methods and practices. to include social media and
the most current publi¢ rélations/outreach practices:

Establishing and modifying long-range goals, objectives, and prioritics:

Managing organizational and program changes in responsc to changes in levels of appropriations
or ather legislative actions:

Obtaining resources. including funds and stafl, using the influence model of authority:

Creating, using and implementing effective program and project plans:



Senior Advisor for Exccutive-level Outreach
Oftice of the Chief Operating Officer
Federal Student Aid
AD-301-60
NTOOOSN
Providing executive level advice and guidance to senior management on outreach for FSA
prograims and other strategic Ssues:

Interacting and representing FSA at the highest levels within ED and the Government. as well as

with nationally recognized leaders and high-Ievel officials and representatives of other
institutions and organizations;

Using organizational, managerial and ncgotiating skills with respect to complex and sensitive
issues: and

Communicating effectively both verbally and in writing in order to periodically brief the COO,
FSA and ED leadersliip on major items of concern.

LEVEL OF RESPONSIBILITY

The incumbent reports to the Chief Operating Officer, who provides broad guidance in terms of

overall goals. objectives, and prioritics 10 be achieved. The incumbent excercises independent
judgment and authority and resolves problems where no precedents exist, Work is subject to
review only for attainment of overall objectives.

In executing these responsibilities, the incumbent:
Advises the COO on critical issues regarding FSA owtreach activities.
Ensurcs that work is coordinated with afl affected organizations,

Pevelops and monitors staategies for achievement of goals and prioritics and initiates action o
keep itemson track.

[dentifics risks and problems well in advance:and takes action to prevent problems before they
oceur, or o solve them quickly if they cannet be prevented.

Promotes an atmosphere of innovation and creativity, while at the same time ensuring
compliance with the spirit and intent of governing laws, regulations, and policies.

Resolves funding and staffing issues as needed.

Takes action to promote an atmosphere of employee involvement and engagement in the work,
where employvee contributions are vatued and reeognized, and where accountability for work
results is a central part of the organizational culture,

Attends discussion. planming groups. staffand special meetings regarding FSA strategic and
operational issues and manages implementation of resulting action items.
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Senior Advisor for Executive-level Qutreach i
Office of the Chiel Operating Officer
Federal Student Aid

AD-301-00
NTOOOSN
s Represcnts FSA in contacts with other agencies and organizations.

Acts as a senior-level Baison with senior oflicials both within and ouiside the Department (o

cxchange views and to discuss and resobve exceedingly complicated, evolving, and highly
sensitive issucs affeciing the ontreach initiatives.

I
SUPERVISORY RESPONSIBILITY 1
The incumbent may be assigned-onc or more staff members. and if so, he or she provides |
administrative supervision (o include perfonmance appraisal, leave approval., hiring and
separation actions, approving and disapproving work products, cte.  Complies with equat l

apportunity practices and principles and ensures diversity and inclusion.

Provides role mode! leadership and mentorship o others not under immediate supervision but
working on assigned initiatives(s), including: recognition of individual and team cfforts.
identifving and collaborating with manager(s) of team members exhibiting performance
deficiencies, aid arranging for training, where appropriate,

e ——




Federal Stadent Aid (FSA)
Qffice of the COO
Chief Enforcement Officer, AD-0301-00
" PD#:85256N
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INTRODUCTION

This position is designated as a Senior Manager position pursuant to the 1998 amendments to the
Higher Education Act of 1965, and is located in the U.S. Department of Education (ED), Federal
Student Aid (FSA), Office of thie Chief Operating Officer {COQ), Enforcement Office. The
position serves as the Chief Eniforcement Officer in the Enforcement Office, reporting directly to
the Chief Operating Officer. Through direction of the Chief Operating Officer, the Chisf
Enforcement Officer will direct FSA on enforcement matters, including those that require a high
degres of coordination across Offices and offices.

Thé Chief Enforcement Officer will oversee the Enforcement Office’s four units and their staffs.
The Enforcement Office comprises: 1} the Administrative and Appeals Service Group; 2} the
Clery Act Enforcement unit; 3} the Investigations unit; and 4} Borrower Defense Group.

MAJOR DUTIES AND. RESPONSIBILITIES

The Chief Enforcement Qfficer serves a5 a key contributor to the FSA’s enforcement mission,
S/he is the principle expert advisor to the COO on enforcement operations, in the area of appeals
service, Clery Act enforcement, investigations and borrower defense. The Director is
responsible for providing expertise, guidance ahd reconmmendations on critical enforcernent
issues and new initiatives. The work focuses on several key legal and operational enforcement
maliers, involving both FSA infernal and external coordination. In this capacity, the Direetor:

‘Directs FSA's enforceincnt work and oversees investigations and administrative actions brought
by FSA against multi-regional and foreign schools participating in Title 1V programs.

Provides guidance, to senfor Departiment officials, on a number of pressing enforcement matters,

Implements training materials for Enforcement Office staff, including the program
review staff, investigators and auditors. )

{mplements policies to identify high-risk schiools, and tailors investigative and |
enforcement efforts (o be more responsive at carly stages in order ta protect students.

Lizisons between FSA and the Department's Oftice of Inspector General (O1G), inclading 5
the review of OIG draft reports, and coerdination with OIG on investigations, |

Oversces areas of special concern that need innovative and special attention ds designated
by the Chief Operating Officer.

Supervises the preparation of investigative files, and enforcement actions. ‘
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Upon request of 1he Chief Operating Officer, parficipates in matiers, involving
Congressional oversight; and legislative bricfings.

Provides leadership and recommendations to the Enforcement staff in connection with
the review and/or preparation of administrative enforcement actions, memoranda, ete.

Appears and supervises appearances on behalf of the Office of Federal Student Aid

before administrative boards-and courts. For such matfers, reviews; pleadings, briefs,
memoranda, and other legal docyments necessary in proceedings involving the Department
or requested by any Government-agency for use in proceedings.

Represents the U.S. Department of Education at meetings, and in coordination with State and
Federal officials, in matters concerning enforcemient issues and initiatives,

MANAGERIAL AND TECHNICAL SKILLS

Possess cxpert knowledge of FSA’s enforcement mission and requirements, including the abitity
to-munage and direct the enforcement activities of the agency.

Knowledge of, and ability to interpret enforcement policies, purposec and goals of FSA and ED,
to agency staff and Federal and State officials.

Krowledge of the range of laws, regulations, principles and methods applicable to enforcement
programs and initiatives, and sufficient to provide anthoritative advice and develop new
enforcement approaches,

Demonstrated ability to represent FSA and ED, in matters involving Congressianal oversight,
and legislative bricfings.

Possess practical knowledge of legal documentation necessary in enforcement proceedings
before administrative boards and courts.

Excellent written and verbal communication skills sufficient, to summarize and communicate
complex enforcement issues, relevant legal analyses, and progranimatic options. to scnior
‘leadership.

Ability to interact and conmnunicate with key managers, and personnel at all levels, throughout
the erganization and external partners.

LEVEL OF RESPONSIBUTY

The Chict Enforcement Officer serves under the general direction of the Chief Operating Officer,
who is appointed by the Sceretary; and is delegated complete responsihility and authority to plan,
$ehedule and carry out assigned Tnitiatives consistent with the eonstraints of law, Federal
-regulations, and ED and FSA policies. Chief Enforcement Officer independently plans and
carrics out.the responsibilities and duties of fhe position; and works with considerable inftiative,
exereising o high degree of judgment, independence, and originality in carrying oul assigned
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functions. Chief Enforcement Officer also initiates and carrics out new assignments that cvolve
from previous prajects of may originate out of Haison activities.

Chief Enforcement Officer is-expected o apply expert technical knowledge and creativity to the
resolution of major problems; and applies continuing efforts-to adapt new theories, concepts,
principles; standards, and practices to improve the quality of cnforcement operations. The results
of the Chief Enforcement Officer’s work are considered technically authoritative.

SUPERVISORY RESPONSIBILITY

¢ Assigns work to subord inates based on priovities and selection consideration ofthe
dilficulty ofassignments and capabilities of employees. Eval uates performance and
provides advice, counsel orinstruction to individual employces on both technical work
and administrative matters.

o Interviews candidatesand recommends appointmient, promation or reassigament to
positions.

Hears and resolves camplaints and gricvances from employecs.
Periodically réviews subordinatejob descriptions foraccuracy and
recommends improvenients in work methodsand organizational

structuting of positions.

{dentifies training needs for subordinate staffand schedules necessary training.

+  Promotes acceplage and-adherence to provisions, of such programs such as Equa
Fmployrent Opportumity and management objectives: provides counsel to subordinate
cmployees, regarding caréer potential and opportunitics: and provides recognition
1odeservi ngemployees.

¢ Devclops and reconunends fiscal plans. programs., and budgets which invalve projects
for additional stalT, overlime, awards, equipment. and/or general office supplics,

OTHER INFORMATION.
The incumbent is subject to the required security background investigation.

FLSA: Exempt




Chief Custorner Expericnce Officer
AD-0301-00

NOON

INTRODUCTION

‘This position is located in the U.8, Department of Education, Federz! Student Aid (FSA),
Customer Experience office. FSA administers several financial assistance programs providing

grants, loans and other forms of financial assistance to students pursuing postsecondary
educafion.

FSA is the Federal governmen!’s first performance-based organization (PBO). THE PBO
prganization concepl emphasizes flexibility and accountability. As a PBO, FSA concentrates on
improving customer’s satisfaction; providing high quality, cost-effective services; responding
rapidly to technological changes; and providing complete, accurate and timely data, to ensure
program infegrity.

‘This 15 an excepted service AD Scnior Manager position, pursuant to the 1998 Amendmenfs to
the Higher Education Act of 1963, established under authority of P.L. 105-244.

MAJOR DUTIES

-Serves as the chief agvisor to the Chicf Operating Officer, on customer expericnce matters for
FSA, to ensure FSA’s activities dre customer focused throughout the organization. There are

‘three primary customer groups that the Chief Custorer Expertence Officer (CCEQ) is
accountablc for:

+ FProspective College Students (Traditional and Non-Traditional)
#  Active College Students {Traditional and Non-Traditional)
= Borrewers (Former Students with loams in repayment).

Incnmbent pravides both short and long range strategic advice to the Chief Operating Officer and
other senior managers on how to achieve customer satisfaction. Sfhe identifies, measures, and
reports custorer expectations and satisfuction with the federal financial aid scrvices and

products offered by Federal Student Aid pursuant to Title IV of the Higher Education Act of
1963,

Exercises a comprchensive understanding of the customer’s perception of service over the sntire
cnstomer lifecycle, and identifies ways to improve customer satisfaction. As a member of the

FSA Operating Committec, serves as & “voice of the customer,” and works as an advocate for
issues facing customers.
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Expands customer listening, by engaging stakeholders to contribute and participate; applies
quantitative and qualitative analyses of customer data to inform FSA s views of customets; and
uses findings, to inform and influence business decisions, and to make positive changes to
customer-facing processes.

Utilizes customer surveys, sesearch and enterprise data anaiytics, and monitors school data, fo
drive action and inform decision-making,

Refines current ouireach and enpagement strategies through social media, webinars, in-person
presentations, and publications.

‘Reviews and makes improvements to StudentAid.gov, to simplify and improve the customer
‘experience; and implements methods to improve costomer satisfiction.

Manages and leads the primary cusiomer management fimctjon within FSA. The uait is charged
with developing and deepening trusi-based relationships with key customer groups. These
relationships are designed to position FSA, to be proactive in identifying, analyzing, and
addressing pofential issues impacting customers. In addition, the unit provides advice and
counsel, to key customer groups on various topics required for customers, to-remain in “good
standing” with the Department. The tean works closely with all FSA business units, to ensurc
that customer needs and expectations are met.

Incumbent cnsures effective and appropriate use of social media and digital communications
with costomers.

S/he continually feviews, improves and antomates aid application products (8.2, Free Application
for Federal Student Aid), to ensure materials are easy to use and student centric; and manages the

contracts and annual lifecycle for FAFSA and related vendor produets, including digital defivery
and application services.

Gathers feedback, ftom the network, of Financial Aid Administrators (FAA} working at the 6200
schiools eligible, for the Title IV funds (including public, private and proprietary Institutions).
The FA A, feegback gystem enables FSA, to gather insights on ways to improve its business
processes, technology, and aid programs to better meet the needs of college studenis.

Initiates customer interactions designed, to improve institufional performance and student
oufcomes, at minority serving institutions (MSIs).

Devclops intervention and prevention strategies, to minimize the number of non-compliant
schools and borrowers in default.

Reviews and aligns, where appropriate, the Ombudsman and F8A Feedback system processes.




Develops, imiplements and revises as.necessary a FSA consumer protection function, to enable
students, to make better informed decisions regarding college.

Formulates RSA’s ouficach strategies; builds and manages the customer experience team; works
with various stakeholders, to achieve custorner awareness and atd application goals; assesses
FSA’s product mix and positioning, {o ensure they meet the needs of students; and oversees

custorner contact points (e.&. call center, e-mail, mail, and websites) and the vendors associated
with these activities.

Works closely with the other FSA h!:m'qe_ss units, 1o enisure a epordinated and comprehensive
approach, in all arcay to focus on custoiner needs and ways to meet them, and to ensure that
FSA’s communications are customer focused

Incumbent represents FSA and the Dopartment, in meetings with other Federal agencies,
ghstomer groups, acaderaic organizations and State and local organizations. Paricipates in
cross-agency efforis, to improve students’ financial well being; and represents ED and FSA on
-governenent-wide custonter service groups and efforts.

MANAGERIAL AND TECHNICAL SKILLS REQUIRED

Possess expert knowledge, of customer exprricnce programs and processes, to develop and
itmplement enterprise wide cusiomer experience activities, for a public sector organization,
focusing on financial aid.

Knowledge of, and experience with all aspects of e-cornmerce technologies, consumer

marketing, customer analytics, and customer feedback systerns, and of customer segmentation
‘methedologics.

Demonstrated knowledge, of project managemont practices and principles, in order te courdinate
numeraus simultaneous projects and activities.

Demonstrated knowledge, of the characteristics and needs, of cusforner groups, to develop
programs, to address their cancems, and meet requirements.

Ability to effectively interact with and influence excentive management levels, including FSA
and ED senior feadership.

Ability to work closely and cooperatively with business unit heads across FSA and with senior
officials, at the Departinent, 10 engage them in customer related issues, and to cnsure a customer
focused, student-centric approach across FSA, including FSA’s communication strategies.

Possess excellent written and verbal communication skills sufficient, to summarize and

communicate complex tustomer experience issues, relevant analyses, and progranuuatic options,
to senior leadership.
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LEVEL OF RESPONSIBILITY

“The Customer Experience organization is divided nto the following components, reporling to
the CCEO:

o Awareness and Outrcach

¢ - Ombudsman

» Consumer Protection

» Student Experience

= School Bxporiciict
‘Borrower Experience

Customer Analytics feams working with targeted colleges, such as minority-serving
institutions aud foreign schools

The CCEQ reports directly to the Chief Operating Officer of FSA, who establishes the overall
‘Tnission of the organization and provides broad policy guidance. The position is responsible and
accountable for the operations of FSA"s customer experieénce program. Exercises independent
judgment and is expected to keep the COO-informed of major coniroversial or sensitive
developruents or trends. Makes indopendent decisions about appropriate actions or alternative
strategies; and conducls key meetings with FSA officials, to interpret developments and trends.
Guidclines do not exist for much of the work, and the incurnbent is expected to develop new
ways of conducting business and accomplishing poals without direction. Work is evaluated in
terms of overall resulls, effoctiveness, accomplishments, and responsiveness {o the goals,
objectives, and policies of the COQ, the Secretary of Education, and the Adminisiration.

SUPERVISORY RESPONSIBILATY

The position provides supervision and management, 10 the Customer Expedence organization,
which:includes subordinate managers and a staff of about 100 employecs. The incumbent
performs the full-range of supervisory and managerial daties, including setting priorities for the
wark of the organization, making assignments, interviewing candidates and making selections
for:supeivisory and non-supervisory staff, evaluating performance, and approving performance
plans, ratings and awards. The incumbent tekes disciplinary and adverse actions as necessary.
Sihe allocates, controls and ensures efficient usc of resources, assesses and cnhances progran
and operational policy efficiency and cffectiveness. The work includes resolving serious work
comydaints, making decisions on work problems presented by subordinate supervisors and
managers, approviog training and individuat development plans, approving or disapproving
lcave, promoting employees, and approving within grade increases, overtime and travel. S/he
coaches and mentors employees, to facilitate employce engagement and career development,
The incumbent is responsible for the unit’s compliance with Hawan Resources policies, laws,

‘Tules and regulations, as well as with contracting and procurenient Jaws and policies, ethics,
travel, etc.



Assumes and excreises leadership and responsibility for equal opportunity, in the employment,
development, advancement and {reatment of employees directly and indizectly supervised. The
incumbent applies knowledge of, and adheres to federal cqual opportunity policies, goals and
objectives. The incumbent promotes the principles of equal cmployment opportunity in written
and otal communications with individuals and groups within and outside the work unit.

OTHER INFORMATION

The incumbent is subject to the required security background investigation.

This position is FLSA exempt due to ifs executive and administeaive responsibilitias.

This position is excluded from bargaining unit coverage because of its supervisory and
managerial responsibilities.

COMPETENCIES

Is consummate team piayer with big picture viston, excellent communications and negotiations
skills and ability.

Is a proactive self-starter with high lovel of maturity, sound business judgment, and recognized
professionatism.
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Attachment B

Please provide the number of full-time equivalent employee positions assigned to each of
the functions headed by the senior executives listed above, disaggregated by employee
hiring authority and listing any current or expected staff vacancies.

Management
Unit
Customer 97 77 20
Experience
Unit
Enforcement 45 44 —includes | 1 13
Unit the 13
Attorney
Appointments
Executive 2 2
Outreach

*Regarding current vacancies, the Department, including FSA, is currently under a hiring freeze.
However, we continually review and evaluate critical vacancies in each of the areas and, as
appropriate, request hiring exceptions.




Attachment C

What is the number of filled and vacant spots disaggregated by the Enforcement unit's
four staff groups: Investigations, Borrower Defense, Administrative Actions and Appeals,
and Clery, and who are the senior managers for each of those staff groups?

_.'.. R s

Administrative Actions and Julian Schmoke, Jr.
Appeals Service Team

Borrower Defense Team 8 Julian Schmoke, Jr.
Clery Team 18 Julian Schmoke, Jr.
Investigations Team 6 Julian Schmoke, Jr.
Enforcement Front Office 2 Julian Schmoke, Jr.




Attachment D

Please provide a list of all contractors employed by FSA for any oversight, compliance, or
risk management activity and the description and scope of work for each contract.

= Vandor Nanie
PricewaterhouseCoopers LLP;
Deloitte and Touche LLP; Ernst and

Young LLP (IDVs)

A 123 Internal control 1mproper payments' vand other
related audit services.

PricewaterhouseCoopers LLP
(PwC)

Support services to:

- Execute the requirement of annual assessments of
internal control under OMB Circular A-123,
Management’s Responsibility for Enterprise Risk
Management and Internal Control, Appendix A,
Internal Control over Financial Reporting, and to
estimate and report improper payments as derived
under Appendix C, Reguirements for Effective
Estimation and Remediation of Improper Payments

- Conduct a review of Program Compliance program
review data to generate improper payment estimation.

- Conduct annual school risk assessments through the
use of integrated data from the Enterprise Data
Warehouse and worked with their contractor,
Accenture, to develop the assessment model.

Collabralink Provides an acceptability review of annual compliance
audit and financial statements submissions.
Biue Canopy Provides oversight support services in the areas of:

security assessments; ongoing security authorizations;
vulnerability scanning and penetration testing; and the
Security Operations Center (SOC).

Deva & Associates; St. George
Consulting (IDVs)

Conducts attestation and non-financial auditing services
engagements such as performance, program, and contract
compliance services, financial statement reviews and
comparative analysis of invoicing system.

Tista; Centennial Technologies
(IDVs)

Provides professional services in the areas of: program
management; project management; software application
development; operations and maintenance; and enterprise
testing.

Synergy Tech Consulting Inc.

Provides mobile application support services to include
testing and software code assessment for the FAFSA
mobile application.




TurningPoint Global Solutions,
LLC

Provides technical subject-matter expertise in Enterprise
Change Management (ECM) and System/Software
Configuration Management (SCM) to support the various
processes and procedures for systems in the Virtual Data
Center (VDC).

Tista

Provides enterprise performance testing support services
for FSA.
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